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Leveraging Information to Improve 

Patient Access (Erlang C Model) 

 Direct GPM oversight over a 

previously problematic 

appointment center 

– Erlang C Model to properly 

staff Call Center 

– Mentoring/training staff on 

customer service 



Leveraging Information to Improve 

Patient Access (PAST Database) 

 Balanced Workload across 

Providers and Clinics via 

targeted re-empanelment 

– Shifted Family Health patients 13 

and under to Pediatrics 

– Shifted high demand patients to 

Internal Medicine 

• Grouped patients with Patient Acuity 

Scoring Tool (PAST) 

• PCMs review proposed transfers to 

ensure coord of care/patient safety 

Patient Acuity Scoring Tool 

Also taught at Access to 

Care Seminar and AFMS 

GPM Course 



Leveraging Information to Improve 

Patient Access (HUD Database) 

 Compared projected Supply and Demand to 

prospectively predict patient access 

– Target based on FHI goal adjusted seasonally 

– Import CHCS schedule into HUD to compare 

delta of supply vs demand (ATC prediction) 
Heads-Up Display Screen Shots 

* Now taught in AFMS Access to Care Seminars and AFMS GPM Course * 



Leveraging Information to Improve 

Patient Access (AFMS standard) 

 Separated Family Med Clinic of 30K 

patients into distinct programs 

– 25K Family Health Clinic (BGAA) 

– 5K Family Medicine Residency (BGAH) 

 Overhauled Clinic Templates: Max 

Provider Productivity, Improve Access 

– Internal Medicine standard 

template: From 7 to 14 a day 

– Family Health (non-GME): 18/d 
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#13/76 RVU all AF MTFs 


